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ABSTRACT 
 
  Help Desk System is an integral part of many organizations that 
must support products or services. In the complex help desk 
environment, analysts with varying skill levels rely on their expertise as 
well as systems, tools, and repositories to answer a range of problems. 
Telecentre (TC) often needs support to address problems faced in their 
daily routine, and it is expensive to call or ask for visits from the 
stakeholders. Hence, the study will propose a web based Help Desk 
System for the telecentre to provide administrator with the appropriate 
details relevant to their requirements. The study will follow the Spiral 
development model. 
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CHAPTER ONE 
INTRODUCTION 
 
 
1.1 Background 
 
Web-based applications are becoming very regular in our daily life, it is hard to go a 
day without using them (Web, 2009). These applications range from simple to 
complex ones, where thousands of dollars in revenue are generated. Developing, 
testing and quality assuring these applications become a challenging job (Abdesselam, 
2000). 
 
It is important for a business to manage and provide useful details to customers over 
its web applications. Help desk system is an integral part of many organizations to 
support products and services. In the complex helpdesk environment, analysts with 
varying skill levels rely on their expertise as well as systems, tools, and repositories to 
answer a range of problems that customers or client’s phone in (Kemal & Birgit, 
2000). 
 
Telecenter or TC has been established to support and provide the rural area with the 
access to the internet applications. The uneven global distribution of access to the 
The contents of 
the thesis is for 
internal user 
only 
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